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	Job title
	Soft Services Manager
	Date  March 2026

	Reports to (title)
	
	

	Contract/Department
	Native Oak
	Revision  Vers 1.2 140326

	Location
	Mobile
	



Job purpose
Describe the overall purpose of the job in two or three sentences.

	The Soft Services Manager is responsible for the effective management, delivery, and continuous improvement of all soft facilities management services across several sites in England. 
This includes services such as cleaning, catering, reception, waste management, landscaping, pest control, and other non-technical support services to ensure a safe, clean, and welcoming environment for our client. 
The Soft Services Manager supports the management and supervision of direct labour and our Supply Chain Partners. 




Duties/responsibilities/accountabilities/deliverables
List the main aspects of the job, with an emphasis on duties and responsibilities for junior roles, and accountabilities and deliverables for more senior roles.

	Service Delivery
· To lead, manage and oversee all soft FM service delivery including cleaning, catering, reception, porterage, waste management, grounds maintenance, and pest control.
· Ensure services are delivered in line with service level agreements (SLAs) and key performance indicators (KPIs).
· Maintain high standards of cleanliness, hygiene, and presentation across all facilities.
· Develop site specific Soft Service PPM programme. 
· Conduct regular site inspections and audits across all sites to ensure service quality and compliance.
· Ensure any tools and equipment are used and maintained in accordance with manufacturer guidelines. 

Contract & Supplier Management
· Manage third-party Supply Chain Partners. 
· Monitor supplier performance against contractual obligations.
· Lead supplier review meetings and performance evaluations.
· Support procurement activities including specifying, tendering and contract negotiations.
· Contribute to an effective innovative continuous improvement programme for key business elements e.g. services offered, products supplied, existing systems etc. 

Team Leadership
· Lead, manage, supervise, and support on-site soft services teams, across multiple sites. 
· Develop training and development for staff, ensuring that colleagues are fully competent and trained to undertake multiple tasks. 
· Support site FM teams with performance reviews, development and succession planning for cleaning and catering colleagues. 
· Support site FM teams to ensure appropriate staffing levels are maintained. 
· Promote a positive team culture and high levels of employee engagement.

Health & Safety Compliance
· Ensure compliance with UK Health & Safety legislation and company policies.
· Conduct risk assessments and ensure safe working practices.
· Manage incident reporting and investigation where required.
· Support compliance with regulations such as those set by the
Health and Safety Executive (HSE).

Budget & Financial Management
· Support site FM teams to manage budgets related to soft services and subcontractor costs. 
· Monitor operational costs and identify opportunities for cost efficiencies.

Customer & Stakeholder Management
· Act as the main point of contact for site FM teams and client stakeholders regarding delivery of soft services.
· Manage service requests, complaints, and feedback effectively.
· Conduct regular client stakeholder meetings and service reviews.

Sustainability & Environmental Management
· Promote sustainable practices such as recycling and waste reduction.
· Monitor environmental performance and support ESG initiatives.




Resource responsibilities
Indicate the typical number of direct reports, financial responsibility, control over subcontractors and any responsibility for assets, systems or outsourced services.

	No direct reports, but matrix management model in providing technical guidance to support the site Facilities Managers and their teams. 









Person specification
Describe the knowledge, skills, qualifications, personality and experience required for the job.

	Essential
· Experience in Facilities Management or Soft Services Management, ideally within the defence sector. 
· Strong subcontractor and supplier management experience.
· Knowledge of UK health and safety legislation.
· Experience managing teams in a multi-site and multi-service environment.
· Strong organisational and problem-solving skills.
· Excellent communication and stakeholder management skills.
· Ability to obtain and maintain National Security Clearance

Qualifications
· Degree or equivalent experience in Facilities Management, Business, or related field (preferred).
· Professional membership with organisations such as IWFM and/or BICSc is advantageous.
· Ideally with IOSH or NEBOSH health & safety qualification.

Key Performance Indicators (KPIs) Skills 
· Experience in SLA and KPI compliance management
· Audit process and continuous improvement
· Improving Customer satisfaction / Net Promoter scores
· Financial and commercial management experience.
· Health & safety awareness and management
· People management, focussing on staff engagement and maximising retention. 




Other factors relevant to the job
Enter any additional information which the job holder would need to know, for example: requirement for UK-wide travel, shift patterns, night working, call outs etc.

	Willingness to travel across England to regularly visit multiple sites, requiring overnight stays. 
Due to the client’s operations, they will operate 24/7, 365 days per annum, and could be the rare occasion our support is required, however, virtually all work is undertaken during normal working hours. 
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